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I<sue Area: Federal béfsbnnel Management and Compeansation:
Adainistration of Retirement Programs (308); Federally
Sponsored or assisted Income Security Programs: Fayagnt
Processes, FProcedures, and Systeas (1309). B

Contact: Federal Personnel and Compensation Div.

Budget Function: Income Security: Pederal Employee Retirement
and Disability (602). N

Oorganization Concerned: Civil Service Commiasion; Civil Service
Coemission: Bureau ¥f Retlrement, Insurance, and
Occupational Health.

Congressional Relevance: Rep. John F. KossS.

Authority: 5 U.S.C. 83.7

The processing function fox civil sarvice retirement
and refund claims includes employing-agency prccessing of
individual retirement xecords and adjudicatiom of claiss by the
Civil Service Commission's (CSC) Bureau of Betirement,
Insurance, and Occupational Hzalth. An estirated 16(,000
retirement and survivor annuitant claims aed 132,000 refund
claims were processed in fiscal ysar 1977.

Findings/Conclusions: 'Baploying agencies Lave not met
established standards in subaitting individual retirement
records tc the Burcau. Delays occur because of poor
coordination, low priority assignment, erroueous data, and
parsonnel shortages. The Bureau has not Leer effective in
speeding up the process or iu assisting agencies in identifying
causes of delays and following up on corrective acticns. It does
not ha7ve established claims processing standards and, after
receiving retiresent records froa agencies, does 10t process
claims proaptly. Financial hardship to retiring employees and
survivor claimants has resalted from delays and tha fact that
survivor claimants digggot receive special payments while claims
were being processed, Also, the Bureau has not carried out the
CSC policy of vequiring complete and timely refplies to
correspondence. (S recently instituted several new policies and
procedures which shoglﬂkgpeed up payments, but additiopal.steps
are needed. kecommepdations: The Chairsan of CSC should: assign
a higher priority to,the Bureau's monitoring of esploying-agency
pertormance in subaitting timely, complete, aud e#ccurate
retirement records and,files and have Bureau officials werk with
agency officials to identify probless and take corrsective .
action; establish a tirs standard for tha timeliness of claias
processing; deterking why replies to correspondence have not
been made more quic:ly, anéd assess vhether established tiae
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standards are realibmi'(.;;'and place greater euwphasis cu
promptness in providipg requested servivor clais applicatiorn
{ormas. (HTH) ‘. ,
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Improvements Needed In
Processing Civil Service
Retirement Claims

Processing civil service retirement and refund
claims and answering claims inquiries take
too loig.

The Civil Service Commission racently institu-
ted seve:rul new policies and procedures which
should speed up payments to survivor claim-
ants, but the Commission should take addi-
tional steps to improve overall timeliness in
processing claims and responding to corre-
spondence.
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COMPTROLLER GENERAL OF THE UNITED STATES
WASHINGTON, D.C. 277'¢

B-179310

The Honorable John E. Moss
House of Representatives

Dear Mr. Moss:

Your letter of March 11, 1977, asked us to evaluate
the response to and resolntion of compensation claims under
several Federal programs and to answer certain specific, re-
lated questions. This report deals with civil service re-
tirement and refund claims and is one of several reports
we are submitting in response to your regquest.

TIMELINESS OF PROCESSING CLAIMS

Sased on our review of claims and other information,
we found the claims processing function to be lengthy.
Inis process includes employing-agency processing of
individual retirement records and adjudication of the
claims by the Commission's Bureau of Retirement, Insur-
ance, and Occupational Health.

Employing agencies have not nmet established standards
in supbmitting individual retirement records to the Bureau.
For example, although the standard is 30 days, it took em-
ploying agencies about 40 days to submit retirement records
for refund claims and about 35 days to submit retirement
records for survivor benefit claims. Delays such as these
occur because of (1) pouor coordination and communication
petween agency personnel and payroll offices, (2) the low
priority assigned the retirement function, (3) the report-
ing of erroneous data, and (4) personnel shortages and
turnovers.

Tne Bureau has not been effective in speeding up
employing agencies' submission of retirement records.
Furthermore, the Bureau has not been sufficiently aggres-
sive in encouraging and assisting employing agencies ir
identifying the causes of delays in submitting retirement
recoras and in following up on corrective actions planned
or taken.
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The Burzau does not have established claims processing
stand=rds. Once it receiveg retirement records from em-
ploying agencies, it does not proceas claims quickly. It
averaged 129 days to process disability claims, 62 days %o
process deceased annuitant claims, and 83 days to process
deceased employee survivor claims. Bureau processing of
claims is hampered by the submission of incomplete and in-
accurate data by employing agenciuvs; Bureau personnel turn-
overs, and claim backlogs.

Although special payments, monthly approximations »of
the retiree's net monthly annunity, are provided to claimants
while reqular and disabili%y retirement claims are being
processed, claimants entitled to survivor benefits, until
recently, were not generally provided such payments while
their claims were being finalized. Subseguent to our re-
view, the Bureau instituted a new policy of providing
special, advance payments to survivors of deceased emrloyees
and retirees,

Employing-agency delays in forwarding retirement files,
ccupled with the Bureau's processing of claims, cause lengthy
processing times which can result in financial hardship or
inconvenience to retiring employees and survivor claimants.

TIMELINESS IN RESPONDING TO CORRESPONDENCE

Commission policy requires complete and expeditious
replies to all cnrrespondence but *his policy is not being
carrie nut. The Commission's standard for replying to
inquiries is 5 days for congreesional inguiries and 10 days
for personal inquiries, but the Bureau tock an average of
21 days and 43 days, respectively. In additinn, the Bureau
averaged uver 26 days just to supply requested survivor
annuity application forms.

Appendix I contains a more detailed discussion of
claims processing and correspondence response times as
well 1s the answers to {he other svecific questions in
your request letter. Appendix III ccntains the samples
of the Commission's form letters which you requested.

RECOMMENDATIONS

To improve the timeliness of processing claims and
responding to correspondence, we recommend that the Chair-
man of the Civil Service Commission:
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~--Assign a higher priority to the Bureau's monitoring
of employing-agency perfcrmance in submitting
timely, complete, and accurate retirement records
and files; have Burean officials work with employing-
agency officials to identify the causes o0f podor per-
formance and, where possible, suggest corrective
actions; and require Bureau followup on corrective
actions taken or planned by the agencies.

--Establish a time standard to measure and assess the
timeliness of claims processing. Such a standard
would not only enable the l,areau to identify delays
in the claims process but could also be used to
identify those axzpects of the process that redquire
corrective action to reduce or eliminate delays.

--Determine why replies to correspondence have not
been made more quickly and assess whether the
established time standards for responding are
realistic.

--Place greater emphasis on prcmptness in providing
requested survivor claim application forms.

As you requested, we did not obtain formal comments
from the Commission. However, we discussed all issues in
this report with Bureau officials and considered their
views in preparing it.

As arranged with your office, unless you publicly
announce its contents earlier, we polan no further distri-
bution of this report until 7 days after the date on the
cover. At ithat time, we will send copies to the Commission
and make the report available to the public.

Sin ly vyours, !

Comptroller General
of the United States
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CIVIL SERVICE RETIREMENT SYSTEM CLAIMS PROCESSING

INTRODUCTIO:

The civil service retirement system (5 1.S.C. chap-
ter 83), is administered by the Commission's Bureau of
Retirement, Insurance, and Occupational Health. Member-
ship includes about 2.7 million civilian zmployees of
the Federal Government and the District of Columbia. The
Bureau estimated that over 160,000 retirement and survivor
annpuitant claims and 132,000 refund claims were processe.]
in fiscal year 1977. Each type of claim is discussed be-
low.

Refund claim

A refund is the return to an employee of the contri-
butions made by the employee to the retirement fund. The
refund is payable when the employee is separated from Gov-
ernment service or is transferred to a position which is
not under the retirement system. Individuals separated
from Government service may elect to withdraw their retire-
ment contributions or they may leave them in the retirement
fund.

Survivor claim

An active Federal emplovee's survivor annuity is
determined by marital status and length of service at the
time of the employee's death. In the case of a deceased
retiree, benefits to the retiree's survivors are based on
marital s’atus at time nf death and whether the retiree
elected 4 survivor annuity. Children of the deceased
retiree may be eligible for an annuit until age 18.

They may retain eligibility until age 22 if they are at-
tending a recognized institution of learning full time
cr indefinitely if they are incapable of self-support
because of disability.

Regular retirement claim

Reqular retirement annuities ccver optional, deferred,
discontinued service, and mandatory retirements. Eligibility
for each form of retirement is based on age and years of
Government service.
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Disability claim

A Federal employee may retire on disability after 5
years of civilian service if, because of disease or injury,
the employee is unable to perform useful and efficient serv-
ice in the grade or class of position last occupied. Condi-
tions caused by vicious habits, intemperance, or willful
misconduct do not qualify as disabling.

PROCESSING OF RETIREMENT CLAIMS

Retirement claims processing is a function of both
employing agencies and “he Bureau. Agencies establish
and maintain an individual retirement record for each em-
ployee covered under the civil service retirement system,
The retirement record, which lists pertinent service his-
tory and cumulative contributions to the retirement sys-
tem, is certified by an authorized certifying officer and
sent to the Bureau after an employee separatz2s from the
agency.

Receipt of an employee's individual retirement record,
along with an application for benefits, is the first step in
the Bureau's retirement claims process. The Bureau's records
division located in Boyers, Pennsylvania, assembles the claim
and makes initial determination as to whether a case should
be pl’aced in special payment status. Special payment is a
monthly approximation of the retiree's net monthly annuity
and is provided to alleviate financial hardships while the
claim is being processed.

Retirement claims are forwarded to the claims division,
Washington, D.C., for adjudication of eligibility for bene-
fits and computation of annuity rate. Claims examiners are
responsible for ensuring that all cases are complete and
accurate before releasing them to the fiscal division for
entry on the annuity roll.

Refund claims are processed by the refund and deposit
section in Boyers, Pennsylvania. Refurd examiners review
the validity of claims and the accuracy of payments and for-
ward vouchers for payment to the U.S. Treasury.

SCOPE OF REVIEW

We performed our review at the Civil Se.vice Commis-
sion, Washington D.C., and its records division in Boyers,
Pennsylvania. We randomly sampled a'd reviewed about 300
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claims for refunds, survivor benefits, and optional and
disability retirement annuities that were finalized by the
Commission in March 1977. 1In addition, we reviewed other
selected cases with congressional involvement. including
several cases provided by your office. Where necessary
we supplemented the information through discussions with
Commnission and/or employing-agency representatives. We
aiso reviewed appropriate legislation and Federal regula-
tions and examined selected correspondence in the Commis-
sion's complaint and inquiry files.

QUESTIONS AND ANSWERS

Our answers to the specific questions in your March 11,
1977, letter are contained in the following paragraphs.
The averages shown are based on our review. As used in
the discussicn and table: below, "congressional interven-
tion" means that a Member of Congress wrote to the Commis-
sior in behalf of the claimant.

On the average, how long does it take to re«spond to a case
or claim, both with or without congressional intervention?

The Bureau receives over 750,000 pieces of currespondence
€ach year. 1In addition, approximately 350,70C retiremenc,
survivor, disability, and refund claims i.re received annuailv.
While it is Commission policy to provide complete and exped.
tious replies to all correspondernce, this policy is not being
carried out.

Response to claims

The Burrau generally uses form letters to acknowledge
receipt of regular and disability retirement claims filed
through ewploying agencies. Bureau officials stated that
acknowledgment cf such claims should be made within 10
days. The Bureau generally acknowledged receipt of retire-
ment claims in about 11 days.

Survivor and refund claims are not presently acknowl-
edged upon receipt. Bureau officials said that procedures
are beirng daveloped t¢ acknowledge receipt of agency-
filed sucvivor claims. Receipt of refund claims are not
acknowledged because of the short processing time in-
volved.
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Impact of congressional inquiries
on Bureau response times

We reviewed 42 cases with congressional interest to
determine t e impact congressional intervention had on the
time 1t took the Bureau to acknowledge receipt of the claim.
In all but one case, congressional inquiries were made after
the Bureau had advised the claimants that it had received
their claims for processing. Consequeatly, congressional
intervention had no impact on Bureau reaponse times. The
one exception involved a congrestional inquiry that was sent
to the employing agency before the agency began processing
the claim and before it was forwarded. to the Bureau.

Response to personal inquiries

It is Commission policy that correspondence of a routine
nature received from the general public be acknowledged within
5 working days of receipt when it appears that a complete re-
ply cannot be made within 10 working days. In the cases we
reviewed that contained personal inquiries, the Bureau aver-
aged almost 43 days to reply. Moreover, there was no evidence
that the Bureau acknowledged receipt of the inquiries.

The Bureau also receives requests for retirement and
refund application forms. Although we 3id not determine
response times to requests for all types of application
forms, our analysis showed that the Bureau took over 26 days
to answer requests for survivor annuity applications. Bureau
officials attribute this delay to key personnel shortages.

Response to congressional inquiries

The Commission's policy concerning congressional in-
quiries is that if a final reply cannot be prepared within
5 working days, it should be acknowledged within 2 workirg
days of receipt of the inquiry. Our analysis of cases with
congressional inguiries showed that the Bureau averaged
almost 12 days to acknowledge receipt of inquiries and an
additional 24 days to reply. For those inquiries where
receipt was not acknowledged, the Bureau averaged about
21 days to reply. In the Bureau director's opinion; the
Comm.ssion's standard regarding responses to congressional
inquiries is unrealistically low because of the internal
coordination necessary to acknowledge and respond to such
inquiries.
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Internal Bureau quality assurance reviews have also
shown that the congressional correspondence policy is not
- being ca:iried out. These reviews included recommendations
to the Bureau director which could improve response times.
One recommendation, for example, was to have responses to
congressional inquiries reviewad and approved by individ-
uals at a lower level in the Bureau. Ancother recommenda-
tion was to acknowledge receipt of all congressional in-
quiries, since most responses cannot be completed within 5
days. Although accepted in principle by various divisions,
these recommendations have not been implemented throughout
the Bureau.

On the average, how long does it
take to resolve a case or claim, both with or
without congressional Intervention?

Generally, the claims processing function, which in-
cludes employing~agency processing of individual retirement
records and the Bureau's adjudication of claims, is lengthy.
Agencies have not submitted all retirement records to the
Bureau in a timely manner. 1In additior,, the Bureau is un-
able to process claims quickly because of claim backlogs,
the high turnover of claim examiners, and inaccurate and
“incomplete information submitted by either the claimant or
the employing agency.

Agency processing of retirement records

The employing agency is responsible for submitting an
individual's retirement record to the Bureau upon separation
of an employee. The Federal Personnel Manual, supplement
831-1, subchapter S22, states that the retirement record
should be submitted to the Bureau by the employing agency no
later than 5 days after the date of the retiring employee's
final paycheck. The Bureau has interpreted this to be 30 days
from the date of employee separation.

Agencies have not submitted all retirement records to
the Bureau promptly. Processing of retirement records for
refund and deceased employee survivor claims, in parti-
cular, exceeded the 30-day standard. The following table
shows agercy processing time for the various types of
claims.
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Average time from
employee separation to receipt
of retirement file at the
Type of claim . Bureau

(calendar days)

Refund ' 40.1
Regular retirement - 26.2
Disability 28.2
Survivor:

Deceased employee 34.7

Agency performance in submitting retirement records
is monitored by the Bureau through an "aging of separation"
report. This report shows agency timeliness in submitting
retirement records during a specific period. As a result
of this report, form letters indicating agency performance
are sent to most agencies. The heads of the five agencies
with the worst records are sent personal letters and asked
to take corrective steps to speed up submission of retire-
ment records.

Bureau officials advised us that because of personnel
shortages they have been unable to effectively monitor
agency performance and follow up on corractive actions, and
they have therefore assigned a low priority to this monitor-
ing function. Conseguently, aging of separation reports have
been prepared infrequently and the Bureau has not consistently
monitored or followed up on corrective actions being taken by
those agencies considered to take the most time to submit re-
tirement records. According to the most recent aging of
separation report, dated September 1976, 18 of 63 agencies
(29 percent) did not submit retirement records within 3¢
days. Although a September 1977 aging report was prepared,
Bureau officials told us that they planned little or no moni-
toring of agency performance based on the report.

We contacted several Federal agencies to determine why
delays occur in s 'bmitting retirement records to the Bureau.
Agency officials toil us that delays occur for several rea-
sons including: (1) poor coordination and communication
between agency personnel and payroll offices, (2) the low
priority assigned the retirement function, (3) the report-
ing of erroneous data, and (4) personnel shortages and
turnovers.
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Bureau processing of claims

The Bureau is responsible for adjudication of claims
filed by claimants and employing agencies. Although _
concerned with the timeliness of claims processing, the
Bureau has no criteria to evaluate its performance or
identify delays in the claims process.

Our analysis of recent annuity and refund cases showed
that Bureau processing time can be lengthy. The following
table shows a breakdown of processing time for various
claims.

Average Processipg Time in Calendar Days

Receipt of Special payment Total Bureau

Type of forms to to final processing
claim special payment adjudication _ time
Refund - - ar/l12.17
Regular
retirement 11.9 41.0 52.9 -
Disability 57.6 - 71.6 129.2
Survivor:
Deceased
annuitants - - a’/62.4
Deceased
employees - - a/82.7

a/Represents time from receipt of claim forms to final ad-
judication.

As shown in the table, the Bureau begins special pay-
ments to regular retirement claimants in about 12 days
after receipt of the clzim from the employing agency. On
the other hand, the Bureau averages about 58 days to process
disability claims for special payments. Disability claims
require added processing before special payments are made.
Bureau medical officers must first determine the validity
of disability claims, and processing is often delayed when
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claimants are asked to undergo additional medical examina-
tions. The average disability case took about 29 days from
receipt of claim to medical determination. The Bureau took
an additional 28 days for quality control reviews and mail-
ing between regional medical offices and Bureau headquarters
in Washington, D.C.

Bureau processing of claims was delayed by the submis-
sion of incomplete and inaccurate data by employing agencies,
Bureau personnel turrnovers, and claim backlogs.

Employing agencies contribute significantly to Bureau
processing delays. The Bureau frequently receives incom-
plete and inaccurate employee Government service histories
and files with missing documents from employing agencies.
When incomplete or inaccurate files are received, the Bureau
must obtain the needed information before adjudicating the
claim. About 31 percent of the disability claims received
by the Bureau required further development. About 17 percent
of regqgular retirement and 23 percent of deceased employee
survivor claims required further development.

The Bureau is making efforts to eliminate delays in the
claims process. In the case of deceased annuitant survivor
claims, for example, procedures are being developed to pro-
vide for automacic cancellation and reclaiming of outstanding
regular or disability annuity checks. This should alleviate
the lengthy delay now encountered in accounting for outstand-
ing checks before survivor claims are finalized. Subsequent
to the completion of our review in November 1977, the Bureau
also instituted a new policy of providing special, advance
payments to survivors of deceased employees and retirees
while their claims are being finalized.

To reduce processing delays due to incomplete or
inaccurate service histories, the Bureau has implemented
a revised form entitled "Information in Support of Civil
Service Retirement Application."™ This form provides for
the employing agency to have employees verify their Govern-
ment service histories prior to retirement.

Impact of congressional inquiries
on claims processing times

The Bureau received 4,765 congressional inquiries
against a total of 349,500 regular retirement, disability,
survivor, and refund claims during fiscal year 1976. Thus,
claims with congressional inquiries accounted for less
than 2 percent of the total claims received during the
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period. Burxeau officials estimated that half of the con-
gressional inquiries were requests for expedited services;
the remainder were requests for reports on contested Bureau
allowances.

To determine the full impact of congressional interven-
tion on claims processing times, the Bureau would have had to
receive congressinnal inquiries when the processing of each
claim began. Generally, the Bureau receives congressional
irquiries during the fina. stages of processing when the
claims are either awaiting or in final adjudication. It is
not possible therefore to measure the impact congressional
intervention had on the timeliness of the claims process.
Based on our review of claims and inquiries, however, it
took the Bureau an average of about 45 days to finalize a
claim after receipt of a congressional inquiry.

Bureau officials told us that t..ey have been interested
for a long time in knowing what impact, if any, congressional
intervention has on the timeliness of claims processing.
Despite this longstanding interest, however, they have not
attempted to devise a means of identifying or measuring the
impact of congressional inguiries. :

How laije are the backlogs, in terms of number of
cases ard how long 1t would take to eliminate them?
Personnel turnovers and lack of experienced claims

examiners have contributed to a backlog of cases awaiting
final adjudication. According to the Bureau director,
42,568 annuily and survivor claims, representing 91 days'
work for the adjudicating staff, were on hand as of July 16,
1977. Refund claims on hand totaled 4,735, or 10 days work.
In addition, there were 19,420 unworkable claims on hand,
such as disability claims awaiting expiration of sick leave
and deferred annuities with future commencing dates.

The Bureau director told us that additional permanent
and temporary staff has been recruited to reduce some of
the claim backlogs. Furthermore, the Bureau is trying to
hire claim technicians to do some of the work normally per-
rormed by claim examiners.

How many people and dollars are
involved in each program?

Bureau estimates of the staff-years and costs to
process each type of claim in fiscal year 1977 follow.
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Type of claim Staff-years Costs
Refunds 16.6 $§ 201,800

Regular retirement

and survivor

(note a) . 195.2 3,802,900
Diability (note b) 38.1 1,305,600

a/Includes optional, deferred, discontinued service, and
mandatory retirements.

b/Includes work performed at six Commission regional offices.

Are compliants routinely discarded if unaccompanied
by a congrescional inquiry?

Based on our review, we believe that the Bureau responds
to all complaints and inquiries by claimants.

What kinds of responses are sent: Are they form
Tetters or perggnaIizea answers delving In%o the

facts of a cac.?

Although form letters are used to a great extent in
replying to correspondence and acknowledging receipt of
claims, any question or problem which must be explained in
depth or with reference to a particular situation is answered
with a personalized letter. Examples of several form letters
vsed by the Bureau to acknowledge correspondence and claims
are in appendix III.

Where medical referralcs are made to grivate doctors,
now long is the response time on the part of physicians?

According to the Bureau director, it takes from 2 to
4 weeks to arrange an appointment wich a private physician
and an additional week to receive the results of his examina-
tion.

Are doctors paid before they perform their
services ¢- afterwards?

According to the Bureau director, all doctors are paid
only after services have been provided.

10
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In the case of contract doctors, are they paid
routinely or on -he basis of services performea?

According to the Bureau director, outside doctors are
paid only on the basis of services performed.

What recommendations, if any, does GAGC have to
alleviate or resolve these situations?

To improve the timeliness of processing claims and
responding to correspondence, we recommend that the Chairman
of the Civil Service Commission:

--Assign a higher priority to the Bureau's monitoring
of employing agencies' performance in submitting
timely, complete, and accurate retirement records
and files; have Bureau officizls work with employing
agency officials to identify the causes of poor per-
formance and, where possible, suggest corrective
actions; .and require Bureau followup on corrective
actions taken or planned by the agencies.

--Fstablish a time standard to measure and assess the
timeliness of claims processing. Such a standard
would not only enable the Bureau to identify delays
in the claims process but could also be used to
identify those aspects of the process that require
currective action to reduce or eliminate delays.

--Determine why raplies to correspondence have not been
made more promptly and assess whether the established
time standards for responding are realistic.

--Place greater emphasis on promptness in providing
requested survivor claim application forms.

11
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JOHN E. MOSS Dvavmcy OFrice:
SRD DISTRICT DISTRICT AEPARIENTATIVE
SACRAMENTO, CALIFORNIA JERRY WYMORE
BISTRICY ASMISTANT
Wanunavon Qrmot: PATRICIA LAROCHE
ADMINISTRATIVE ASISTANT 8009 PuounsL Bun.ome
KATHLEZN BENSON 080 Carrrer. MarL
LEGISLATIVE ASSISVANT SASRANINTO, CALIFOMSA SIS14
PATRICIA LYNCH P (M16) 448-3043
Room 2394
Rareums Hovse Orros Butome CONGRESS OF THE UNITED STATES
HOUSE OF REPRESENTATIVES
WASHINGTON, D.C.. 20318
GOVERNMENT OPERATIONS COMMITTEE INTERSTATE AND POAKIGH COMMERCE COMMITTEE:
SURCOMMITTERS: CHAIRMAN,
LEGISLATION AND NATIONAL SECUNITY OVERLSNT AND INVEE' ISATIONS SUSCOMMITYEE
RNMENT 101 AND VAL RISMTS

March 11, 1977

Elmer B. Stazts
Comptroller General

of the United States
General Accounting Office
Washington, D.C. 20548

Dear Elmer:

For some years the volume of constituent and Congressional
staff complaints over difficulties in terms of response to and
resolution of certain compensation claims has risen constantly.
Consistently, I and my colleagues hear bitter recriminations from
the average citizen over the difficulty they encounter in sub-
mitting a claim with documentation and receiviny Federal compen-
sation. Such complaints center around the Social Security Admin-
istration, the Labor Department, the Civ{l Service Commission
and the Veteran's Administration. They deal with inordinate
delays, lost documents, form letters, lengthy forms, huge back-
}ogs, Tong delayed or perfunctory medical examinations and the

ike.

Labor's Workmans' Compensation Program, 5SA's Appeals sys-
tem and the entire range of U.S.C.S.C. programs are seemingly
the worst offenders. Therefore, I would lixe GAQ to evaluate
the three largest programs in each of the four agencies men-
t:oned, concentrating on seeking answers to the following ques-
tions:

1) On the average, how long does it take to respond to a

case or claim, both with or without Congressional
intervention?

12
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2)

3)

4)

5)

6)

7)

8)

9)

10)

On the average, how long does it take to resolve a case
or claim, both with or without Congressional Interven-
tion?

How large are the backlogs, in terms of numbers of cases
and how long it would take to eliminate them?

.How many people and dollarec are involved in each pro-
_gram?

Are complaints routinely discarded if unaccompanied by
a Congressional inquiry?

What kinds of responses are sent; are they form letters
or pgrsonalized answers delving into the facts of a
case

Where medical referrals are made to private doctors,
how long is the response time on the part of physicians?

Are doctors paid before they perform their services or
afterwards?

In the case of contract doctors, are they paid routinely
or un the basis of services performed?

What recommendations, if any, does GAO have to alleviate
or resolve these situations?

With respect to the USCSC, I wish GAC would examinc retirement,
refund and hospital claims. The contact op my staff for this letter

is Franklin Silbey. Thank you.

JEM:Ft

Sin

John . MOS
Member of Congrefs

13
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UNITED ST.ATES CIVIL SERVICE COMMISSION
BUREAU OF RETIRIMENT, INSURANCE, AND OCCUFATIONAL HEALTH
WASHINGTON, N.C. 20418

YOUR RETIREMENT AF. LICATION HAS BEEN RECEIVED

We have receivad your application ror retirement and individual retirement record from
your employing agency. Your application will be processed as promptly as possible.

As soon as we complete work on your application, we will send you information on the
amount of your annuity, when to expect your first check, and other information of impor-
tance to you as a retired emplovze of the U.S. Government. If necessary, we will include
in your first check any back annuity due so there will be a0 loss to you for the time we
need to do our work,

Please notify us promptly of any change in your address, giving your full name and CSA
number as shown above. Also notify your old nost office of any' change of address so they
can forward any mail to your new address.

Your regular monthly payments will be made by check, on the first business day of each
month, covering your annuity for the preceding month,

CLAIMS DIVISION

GPO 863595 ::lch“l.:;a
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APPENDIX III

APPENDIX III

UNITED STATES CIVIL SERVICE COMMISSION
BUREAU OF RE” IEMENT. IN{ JRANCE. AND OCCUPATIONAL HEALTH

WASHINGTON. D.C. 20415

IMPORTANT INFORMATION
ABOUT

SPECIAL PAYMENT STATUS

WE ARE PLACING YOU IN A SPECIAL PAYMENT STAFUS WHILE WE PROCESS YOUR APPLICATION FOR RETIREMENT A TREASURY CHECK FOR THE
AMOUNT IN THE FIRST SPECIAL PAYMENT BLOCK WiLL BF MAILED WITHIN A WEEK TO COVER THE PERIOD OF TIME SINCE YOUR RETIREMENT A CHECK

FOR THE AMOUNT SHOWN IN THE CONTINUING MONTHL Y SPECIAL PAYMENT BLOCX BELOW WILL BE MALED TO YOU ON THE FIRST AUSINESS DAY OF

EACH MONTH UNTHL WORK ON YOUR APPLICATION 1S COMPLETED

COMMENCING DATE
OF SPECIAL PAYMENT

FIRST
SPECIAL PAYMENT

CONTINUING MONTHLY
SPECIAL PAYMENT

SPECIAL PAYMENTS ARE NOT AN EXACT COMPUTATION OF YOUR MONTHLY ANNUITY  THEY ARE HOWEVFR A MEANS OF ASSURIM” AT YOU HAVE
MONEY YO WHICH YOU ARE ENTITLED WHILE WE COMPLETE NECESSARY WORK ON YOUR APPLICATION  AS SOON AS YOUR APPLICATION IS COM-
PLETELY PROCESSED WE WiLL SEND YOU A CIVIL SERVICE ANNUITY STATEMENT AND ATTACHMENTS ON YOUR ANNUITY STATEMENT THE Ex-
PLANATION OF YOUR INITIAL RE GULAR ANNUITY PAYMENT WILL SHOW A ONE TIME DEDUCTION FOR THE TOTAL SPECIAL PAYMENTS MADE TO YOU

15
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APPENDIX III APPENDIX IIT

UIIITED STATES CIVIL SERVICE COMMISSION
BUREAU OF AETIREMENT, INSURANCE, AND OCCUPATIONAL HEALTH
WASHINGTON, D. C. 20418

You are entitled to an annuity, as shown below, payable in monthly
installments:

NAME OF DECEASED LSF -

YOUR ANNUITY BEGINS ON RATE OF YOUR ANNUITY
AND WILL CENTINUE FOR THE REMAINDER OF YOUR LIFE UNLESJ

YOU REMARRY. IF YOU REM.-RRY YOUR ANNUITY WILL STOP,

Annuities are paid by check monthly on the first business day of the
month following the month for which the annuity is due. For example, if
an annuity commencing date is September 1, the first payment is due on
October 1. The first Treasury check will include any back annuity pay-
ments due.

If you remarry your annuity will be discontinued. Notice of remarriage
should be given this o fice at the earliest possible date. It is unlaw-
ful to cash an annuity check covering any period of time after your
remarriage.

Notice of any change of address should be received in this office before
the fifth day of the .month in order to insure prompt delivery of your
next check. Such notice should give the LSF number (shown above), the
name of the deceased, his date of birth, your old and new addresses
(including 2Z:® Codes) and your personal signature. Mail the notice to
the Bureau of Retjirement, Insurance, and Occupational Health, United
States Civil Service Commission, Washington, D. C. 20415. We suggest
that you also notify your postmaster of any change in address (including
ZIT Code) so that he can forward your mail.

CLAIMS DIVISION

By

Chief of Section

BRY 46-81e
OCTOBEN t9s0
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APPENDIX III APPENDIX III

UNITED STATES CIVIL SERVICE COMMISSION

SURZAU OF RETL. 'IMENT, INSURANCE, AND OCCUPATIONAL HEALTH
WASH’ NGTON, D.C. 20418

CLAIM NUMBER

POSITION

Your application for retirement under the disability previsions of the
Civil Service Retirement Law has not been approved because total disa-
bility for useful and efficient service in the above positio:. 1s not
shown.

A careful veview and evaluation by the Commission's medical staff of
21l evidence eubmitted in your case fails to establish that you have

a disability s.vein enough to prevent useful, efficient, and safe per-
formance of tie eszantial dutles of the positior from which you are
seeking rerirement. Since the retirement law does not authorize bene-
fits based on partial dissbility, your application cannot be approved
at this time.

If you believe that the action taken on your applicatira is not proper,
you may request reconsideration of our finding within 15 calendar days
after the date you receive this letter. Any request you make should
show your name and add~ess (includine ZIP code), the claim number shown
above and the ;'eason for the request for reconsideration. You may
submit with your request any additional evidence which you think might
support your request. Address your request for reconsideration to:

U. S. Civil Service Commission

Bureau of Retircment, Insurance, and
Occupational Health

Chief, Medical Division

Washington, D.C. 20415

Sincerely,

Chief of Section
Claims Division

Enclosure

BRI 46-13
July 1975
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APPENDIX III APPENDIX III

UNITED STATES CIVIL SERVICE COMMISSION
BUREAU OF RETIREHENT, INSURANCE, AND OCCUPATIONAL. HEALTH
WASHINGTON, D. C. 20415

HAME

"BAYESY BRYR

|t am————

DATE OF SEPARATION

We have received an Individual Retirement Record and an Application for
Refund of Retirement Deductions for the person named above who was for-
merly employed in your agency. Information in the case indicates . that
this person may be indebted to the United States.

We wi 1 delay payment of this refund for sixty days from the date of
this letter to ensble your office to submit, in duplicate, a "Request
for Recovery of Debt Due the United States" if an indebtedness does
exist. (See Subchapter S19, Pederal Personnel Manual, Supplement 831-1.)

IMPORTANT: If you determine that this employee is not indebted, or that

some other mesns of recovery will be utilized, please notify us promptly
so that his refund may be paid ss soon as possible.

Chief, Refund and Deposit Section
Claims Division

ont 47-09
JANUARY 1974

(963062)
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